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Re:  Docket #A-2009-2118836 PA PUBLIC UTILITY CO s
. OMMISSION
Quarterly Report on PUC complaints for Q3 2013 SECRETARY'S BUREAU

Dear Secretary Chiavetta,

The following is a report that captures (i) the complaints by category; (ii) the resolution
for each complaint and (iii) process improvements/changes implemented to reduce and/or
climinate similar complaints going forward.

(i) Therc were six (6) informal complaints filed against Major Energy during the
third quarter of 2013.

1. OnJuly 11,2013 a complaint was filed because the customer claimed they
thought a door-to-door representative misrepresented themself. Our
representative replied to the complaint that same day, in a timely manner.

2. On August 12, 2013 a complaint was filed because the customer claimed
they had canceled our service but we were still supplying them with Gas.
Our representative replied to the complaint that same day, in a timely
manner.

3. On August 21, 2013 a complaint was filed because a customer was
unhappy she did not receive a 10% discount. Our representative replied to
the complaint that same day, in a timely manner.

4. On September 6, 2013 a complaint was filed because the customer thought
there was a cancellation fee if she switched companies. Our representative
replied to the complaint that same day, in a timely manner.

5. On September 12, 2013 a complaint was filed because the daughter of a
customer felt that Major Energy was taking advantage of her elderly
mother. Qur representative replicd to the complaint that same day, in a
timely manner.

6. On September 13, 2013 a complaint was filed because the customer
claimed they never enrolled with Major Energy. Our representative replied
to the complaint the next day, in a timely manner.



(i1)  Two (2) of the informal complaints have been closed by the PUC and the other
four (4) have been resolved on our end but because of the amount of complaints
the PUC receives from other vendors, they have not been officially closed yet.

1.

The first complaint was resolved because Major Energy had a signed
application and the PUC agreed that there was NO Slamming. The
customer and PUC verified this information and the customer declined to
file a formal complaint. Therefore no further action was needed and the
complaint was closed by the PUC in agreement with the customer.

The second complaint was resolved when the customer understood that
they had only canceled their electric account and not their gas account.
The complaint was verbally closed by the PUC in agreement with the
customer.

The third complaint was resolved because Major Energy has canceled the
account at the request of the customer. Major Energy is still waiting for
the PUC to close this complaint.

The fourth complaint was resolved because this customer was pre-
cancelled and never enrolled as a customer. In addition, there is no
cancelation fee for variable rate customers. Major Energy is still waiting
for the PUC to close this complaint.

The fifth complaint was resolved because this customer wasnever enrolled
as a customer. In addition, our contracted door-to-door salespeople wear a
uniform approved by offices at the PUC and it is clear that they work for
Major Energy and not the utility company. Major Energy is still waiting
for the PUC to close this complaint.

The sixth complaint was resolved because Major Energy cancelled this
customer’s account. Major Energy has a signed contract for this account,
signed by the account holder’s fiancé. Even though we have a signed
contract, we have offered a refund for supply charges. Major Energy is
still waiting for the PUC to close this complaint.

(iiiy  We have informed our independent contractors that only the account holder or a
relative who is authorized to make decisions may sign a contract. In addition,
Major Energy is constantly updating our training programs f{or all its agents.

Very truly yours,

o

General Counsel

Major Energy Services, LL.C
100 Dutch Hill Rd., Suite 310
Orangeburg, New York 10962
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1. Use the 'Print button on this page to print your label to your laser or inkjet printer.
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Use of this system constitutes your agreement to the service conditions in the current FedEx Service Guide and applicable tariff, available upon request. FedEx will not be
responsible for any claim in excess of $100 per package. whether the result of loss, damage, delay, non-delivery, misdelivery, or misinformation, unless you declare a higher
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